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superficial. As you explore them, you find that the meanings
of feeling change. They become less or more significant to
us. Personalizing responses then, not merely reflects what
feelings and meanings the trainee expresses, but adds to
them. This additive process increases the trainee's under-
standing of his/her situation.

Personalizing responses are to be used after a responsive
base has been established. Remember, develop the respon-
sive base by using your attending and responding skills. By
using responses that are high on responsiveness and low
on initiative, you develop a responsive base through which
the trainee can explore his/her feelings more fully, This
also helps you to develop a better understanding for the
trainee's perspective. High on responsiveness and low on
initiative means that you listen and reflect much more than
you tell or "talk to", later on, after you have moved through
the personalizing stage, you can use initiating responses
which involve direction giving,

You may ask, "Why is this personalizing business so
important?" What does it do for the trainee? It is important
for several reasons, the most important of which is that it
increases responsibility. How many times have you heard
people complain about things like routine office proce-
dures, working conditions, other people and their boss.
Even so they never seem to get around to doing something
constructive about it, By complaining, some people say
they are expressing their feelings and people do listen to
them. However, people sometimes get tired of listening to
the same old thing. Eventually, someone may blurt back at
the complainer, "Well, why In the world don't you do
something about it and stop all of this complaining!"

One reason people do not do something about the
problem is because they have not personalized It. They
have not looked thoroughly at the implications for them-
selves personally. They talk about the problem from the
standpoint of how it affects the workplace, how it affects
relationships between workers, or how it gives the company
a bad name. In other words, the problem is always external
to themselves. It is not internalized, not personalized, This
also can become an easy rationale for not doing anything
about the problem. "It's somebody else's problem" or
"She's the problem and you can't change that," is an excuse
to often expressed.

When the person or trainee personalizes the problem,
he/she says: (1) "This problem has implications for me
personally"; (2) "This is how it makes me feel"; (3) "Tills is
my problem and I must do something about It." When the
personalizing process occurs, a feeling of ownership of the
problem emerges. A feeling of being responsible to do
something about it develops. The result is an Increased
feeling of responsibility for one's own behavior. This is why
through effective communication and interpersonal rela-

tions between instructor and trainees, responsible trainee
behavior emerges, Think back to the last time you dealt
with a problem that was bothering you. Is this the way you
dealt with it?

To illustrate the personalizing response, recall the exam-
ple response that was presented in a previous chapter and
notice how you can build upon previous communication
to personalize meanings, the problem, and feelings for the
trainee. Remember, communication is an additive process.
The technique is quite simple, as you will see.

#1  Trainee's expression: "Boring, that's what it is. Why

do we have to know all this junk about labor union

history and apprenticeship laws?"
#1 Response: "You feel frustrated because you don't like

studying the history and law which is part of the

course."
#2  Trainee's expression: "Frustrated for sure! I don't

mind studying, but why study this?"
#2 Response: "You're frustrated because you can't see

any relevance between what you're studying and

what you need to know to do your job."
#3  Trainee's expression. "Right! Exactly. I mean, ,..uh...

when would this staff ever be useful?" I just don't

know...maybe I don't see it.
#3 Response; "You are feeling unsure about this because

you cannot see how you would use it and you'd like

to have some idea about where it all fits in."

Trainee's expression: "Yep, I sure would. It's all kind

of vague to me."

Look at what has happened so far in the conversation. In
responses #1 and #2, the responsive base has been estab-
lished. This is confirmed by the first two words of the
trainee's expression (#3) which indicates that the Instructor
in this situation has reflected accurately the feeling felt by
the trainee. The instructor understands the perspective of
the trainee. (If you were observing this interaction, you
would be able to see physical evidences of this understand-
ing in, the trainee's posture and eye contact. It would tell
you, "Right, yes, that's it, you understand.") In the second
part of the trainee's expression (#3), you can see that the
trainee begins to explore his/her feelings more deeply and
the meaning as well. The problem also is becoming more
personalized.,."Maybe I don't see it," states the trainee. The
next response by the instructor (#3) reflects this and rein-
forces the personalizing process. The trainee's expression
(#4) confirms this. Look closely at instructor response #3.
Notice that it (1) reflects the feeling ("...are feeling un-
sure..."); (2) where the trainee is ("...cannot see how you
would use it,"); and (3) where the trainee would like to be
("...some idea about where it all fits in"). The trainee has
moved from complaining about the material to recognizing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